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The Manor House

Grassington Road

Sidcup

Kent

DA14 6BY

Telephone: 020 8302 8011

Fax: 020 8300 3002

E-mail: felicity@carerssupport.org

“ I feel isolated and frustrated. Then I feel guilty about feeling like that because I know he can’t help it…..” 

“Everything seems to revolve around the person you are looking after and no one seems to notice you, no one asks how you feel.”

“You don’t always want to keep imposing on family and friends, and yet you need to let off steam. Sometimes I feel as though I will burst if I don’t talk to someone …”

“Some days I just feel the need to chat to someone who isn’t involved with the “care package”, to chat about anything, even about the weather!”

These are the sorts of things that carers say to us. Perhaps you can identify with them, too?  At Carers’ Support (Bexley), we have recruited volunteers who understand some of the difficulties you are experiencing and they are there to listen. Although talking doesn’t always solve the problems, it can help to relieve feelings of stress and enable you to find your own solutions. Our volunteers can be flexible around your needs and offer support ranging from a phone call once a week (or less often if you prefer), to a regular visit for up to an hour at a time. They can call you or visit you during the day or during the evening, on a week day or at the weekend, whatever suits you. A phone call can be a quick “hello”, listening to a problem or just the opportunity to have a chat. If they visit you, they can come to you at home or meet you at another venue of your choice. If you need some practical help or advice, they can put you in touch with someone who might be able to help.   

If you are a carer living in the borough of Bexley and feel you might be interested in asking us to keep “in touch” with you in this way, please call Felicity Packard, the Volunteer Co-ordinator, to discuss the kind of support you feel you need. Felicity will then try to find the right volunteer for you. 

Other things you need to know

All our volunteers will have an Enhanced Disclosure from the Disclosure and Barring Service and will have provided us with two references. 

If you need to contact the volunteer, please do so via the Carers’ Support (Bexley) office on 020 8302 8011. Our volunteers have been told not to give out their personal telephone numbers. 

Our volunteers are only insured to provide emotional support and are not allowed to get involved in anything else, eg. providing breaks, helping with housework, etc. We also ask that our volunteers are provided with a smoke free environment during a visit.

Our statement of confidentiality and data protection is attached and so is our complaints procedure. 
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 “In Touch” – Volunteer Support Service

STATEMENT OF CONFIDENTIALITY AND DATA PROTECTION
(Volunteer Support Service – “In Touch”)

Any verbal or written information you give to Carers’ Support (Bexley) will be treated as confidential unless you tell us otherwise.  Staff and volunteers may need to share information with their supervisor within Carers’ Support (Bexley), but we will not pass on anything to anyone outside the organisation without your consent. The only exception to this will be where we have concerns about the well-being of a child or vulnerable adult, or where a third party may be harmed if the information is not disclosed, where it relates to the risk of self-harming, or where a crime has been or is likely to be committed.  

In order to give a good service and to avoid us having to ask you for the same information more than once, it will be necessary for us to keep certain records.  This may include written/electronic records about your finances, the health and care needs of family members or any problems you may choose to share with us.  Where we have helped you to claim welfare benefits, we will keep a paper file, including copies of forms submitted to the DWP, until your claim has been awarded and your case closed. Where we have just provided advice or information, we will keep some electronic notes on our database, so that we can refer back to them if you contact us again. All files and other information will be stored securely and used only for the purpose for which it was supplied. Any information we hold about you will be deleted/destroyed when no longer required.  

If you have provided your name and address and agreed to go on our mailing list, we will send you our Carers Voice magazine twice a year, together with any other information we think could be of interest to you, including information about how you can help our charity if you wish to do so. If you change your mind and would like to be removed from our mailing list at any time, or if you would like us to destroy/delete any records we hold about you, you just need to let us know. You may do this verbally (either face to face or by telephone: 020 8302 8011), by email: info@carerssupport.org or by post: Carers’ Support (Bexley), The Manor House, Sidcup, DA14 6BY.  

If you wish to see the records we hold about you, you may do so, provided you give us reasonable notice.  You may be asked for some form of identification so that we can verify that you are the person to whom the information relates. 

Compliments



You can contact us either by:

E-mail

   
 felicity@carerssupport.org 

Post 


 Carers’ Support (Bexley)

                              The Manor House
                              Sidcup DA14 6BY
Telephone             020 8302 8011


Our “In Touch” service is free of charge to carers but in order to continue to provide our services, we do rely on voluntary donations.

If you would like to help us in this way you can send a cheque made out to Carers’ Support (Bexley), or to make a direct transfer please contact us for our bank details.

DO YOU WANT TO COMPLAIN?

What is a complaint? 

If you are dissatisfied with the quality of any service you have received from Carers’ Support (Bexley) we take this very seriously and you have the right to make a complaint if you wish to do so. Examples of complaints could include: dissatisfaction with the speed at which we have responded to your enquiry, a staff member being late for or missing an appointment, lack of courtesy from a member of staff or volunteer. However this list is by no means exhaustive. If you are unhappy about any aspect of our service, we need to know about it so that we can put things right. Please do not think that by complaining you will lose our service. 

How do I make a complaint?

1. Talk to the member of staff responsible for the service you are using:

For the “In Touch” Volunteer Support Service this is the Information and Support Manager, the Operations Manager, or the Chief Executive (020 8302 8011)
You may speak to them on the telephone, in the office, or by making an appointment for them to visit you at home.  They must listen to you.  You can ask to be supported throughout this complaint by an independent individual or organisation.  Carers’ Support will provide an interpreter or signer for you if you wish. 

If your complaint is about that staff member, you can write or talk to the Chief Executive or you can write to the Chair of the Management Committee.  Please mark any correspondence ‘Private and Confidential’.

Within 7 days of telling us about your complaint, you will receive an acknowledgement in writing that we have received a complaint from you. 

2. Tell the person you speak to the reason for the complaint, where, when and how things happened and say how you felt about the episode.

3. You can record your complaint,  or write it down.  This must be done together with a staff member so that you are in agreement with what has been stated and you should be given a copy for your records.

What will we do about your complaint?

1. The staff member dealing with the complaint will try and resolve the matter and will ask you what action you wish to be taken.  He/she will then tell the Chief Executive and/or the Chair of the Management Committee about the course of events.

2. Within 28 days of receiving your initial complaint, we will inform you in writing of the outcome of the investigation we have carried out into your complaint. If you wish, you can also meet again with the staff member to talk about what has happened. 

3. If you think your complaint has been resolved, then the procedure is complete and will be reported to the Management Committee at the next meeting.

What if I am still not satisfied?

1. If the complaint has not been dealt with to your satisfaction, you can meet with the Chief Executive or the Chair or another member of the Management Committee who will investigate your complaint and try to resolve the matter.

2. If you are not satisfied with the decision of the Chair or member of the Management Committee, then you have the right to go to your MP or Councillor and ask for help. 


Carers’ Support (Bexley) is a Company Limited by Guarantee, No. 3709684.  Registered Charity No. 1075801.
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